Leading Age Services Australia Ltd

Annual Review

2018-19

Contents
About LASA....................................................... 3
A Message from the Chairman.................. 4
A Message from the CEO............................. 5
Member Services............................................. 6
Policy & Advocacy.......................................... 8
Training & Events........................................... 9
Media & Communications......................... 12
innovAGEING................................................ 13
Recognising Excellence............................. 14

Front cover image: Residents at Bolton Clarke
Cunningham Villas, Bowen, are encouraged to follow
their own interests. Courtesy: Bolton Clarke.
Inside cover image: Resident Barbara St John
enjoys the hydrotherapy pool at Bayswater Gardens,
Cranbrook Care. Courtesy: Cranbrook Care.

2

Leading Age Services Australia Ltd Annual Review 2018-19

About LASA
Who We Are

Our Values

LASA is the national association for all providers of age
services across residential care, home care and retirement
living/seniors housing.

Our Purpose
To enable high performing, respected and sustainable
age services that support older Australians to age well by
providing care, support and accommodation with quality,
safety and compassion—always.

Our Members

Respect
We value diversity,
the rights and views
of others, and our
conduct is always
polite, considerate
and professional.

We represent providers of age services of all types and
sizes located across Australia’s metropolitan, regional and
rural areas.
We are dedicated to meeting the needs of our Members
by providing:
A strong and influential voice leading the agenda on issues
of importance.
Access to valuable and value-adding information, advice,
services and support.

Daring
We are open to new
ideas, take calculated
risks, and are not
afraid to speak up on
issues of importance.

Value for money by delivering our services and support
efficiently and effectively.

Passion
We strive to make a
positive difference in the
lives of older Australians
by meeting the needs of
our Members to the best
of our abilities.

Integrity
We always act honestly
and ethically and we
consistently meet the
standards we set and the
commitments we make.

Excellence
We always do our best
and seek to continuously
improve in how we
meet the needs and
expectations of
our Members.

LASA Membership
Our Strategic Objectives

56% not-for-profit providers
36% private providers
8% public providers

1

Be the credible and authoritative voice of aged
care representing the views of our Members for the
benefit of older Australians.

2
3
4

Build sector capability and sustainability by
delivering valued services and support to Members.

5

Be a high performing, respected and sustainable
association that cares for our purpose, our Members
and our people.

Lead continuous improvement by promoting and
celebrating excellence and innovation in age services.

Deliver value for money for Members and Affiliates.
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A Message from the Chairman
In an effort to realise better ageing futures Australia must examine how we as a nation consider
ageing and aged care.
Leading Age Services Australia (LASA) has been at the forefront of leading and driving the
transformation of age services to a truly person-centred industry that supports Australians
to age well.
As a sector we are making a real difference and in many ways are already delivering a better ageing
future thanks in no small part to all the LASA Members and Affiliates and partners who actively
contribute to LASA programs, events and initiatives.
At the same time, LASA is positioning itself to better serve our Members and the industry more
broadly to usher in a better ageing future.
It is my pleasure to lead an experienced Board of Directors to embrace this challenge and provide
support to our Chief Executive Officer Sean Rooney and the LASA team.
In considering another year of achievements during 2018-19, and as Chairman of LASA, I am pleased
to present our Annual Review.

Dr Graeme L Blackman AO FTSE FAICD
Chairman

LASA Board of Directors
We thank our dedicated Board of Directors for their valuable assistance throughout the year and their dedication to building a better
ageing future. Our Board has expertise in policy development, business management, health and ageing, finance and law, and aged
care operations.

LASA Board and CEO L-R: Dr Saranne Cooke, Nick Loudon, David Panter, Dr Graeme Blackman AO (Chairman), Sean Rooney (CEO),
Christopher How, Kerri Rivett, Robert Orie (Deputy Chairman) and Stephen Muggleton.
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A Message from the CEO
Throughout 2018-19 LASA has focussed on providing proactive and pragmatic leadership for the
sector at a time of significant change and challenges. The Royal Commission into Aged Care Quality
and Safety, a new Quality and Safety Commission, a new Federal Government and the preparation
for the new Quality Standards and other industry reforms have all challenged the sector at a time of
unprecedented public interest in aged care.
While providing support, advice, resources, education and training to help the sector navigate these
challenges, LASA has also maintained a robust advocacy program to progress action on the key issues
facing the sector, such as access, quality, and funding of services, as well as workforce matters.
LASA has been proactive in reaching out to the new Federal Government in a genuine offer of
partnership to address these critical issues while the Royal Commission goes about its work.
Australia requires a new approach to aged care that meets the needs of every older Australian
irrespective of their social status, economic situation or geographic location. A new approach that
consistently delivers high standards of care, support and accommodation.
While there are many examples of passionate and professional individuals and organisations in our
sector doing their best to realise this outcome right now, it is evident that there is more work to do.
All players in the sector must come together and collectively engage with the community, with
governments and with all other stakeholders, so that as a nation we can move from a mindset of people
needing ‘aged care’ to them experiencing a journey of ‘ageing well’. The issues of ageing and aged care
are issues of national importance, for how we care for older Australians reflects who we are as a nation.
In this context LASA’s role is to enable high performing, respected and sustainable age services that
support older Australians to age well by providing care, support and accommodation with quality,
safety and compassion—always. In this respect, I thank our Members for their continued engagement,
enthusiasm and contribution towards the achievement of this outcome.
I thank the Board of Directors for their oversight and support for our purpose. And I thank every member
of the LASA team for their contribution to our important work on behalf of Members and older Australians.

Sean Rooney
Chief Executive Officer

LASA CEO Sean Rooney (right) with LASA Chairman Dr Graeme Blackman AO speaking at a LASA Board Meeting.
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Member Services
Our Member Satisfaction Survey undertaken in May/June
2019 in line with LASA’s stated objectives and key service
offerings revealed an overall 90 per cent satisfaction
rating—a significant endorsement of our work. Our assistance
to Members included providing timely and appropriate
response and support to over 8,510 Member queries.

Members & Affiliates
126 new Members admitted.
85 new Affiliates admitted.
Streamlining of Member and Affiliate admissions, providing
for a shorter approval and admission timeline
for applicants.

Employment Relations &
Business Support Services
LASA Payroll Service processed 75,000 pays for Member
and non-Member organisations.
LASA Claims & Billing Service managed 10,000 resident
payments for Members and non-Members.
The new LASA Nurse Advisor and Administrator Panel had
three engagements at sanctioned homes in New South
Wales, Victoria and South Australia.
LASA Employment Relations Team currently working
through enterprise bargaining agreements on behalf
of 4 Members.

Member Support

542

90%

Member satisfaction
rating

Home Care
Member enquiries
received and
managed

191

Retirement Living/
Seniors Housing
enquiries received
and managed

1,500+

Employment Relations
queries received
and managed

150+

subscribers in the first
three months to our
new Safety & Quality
Management System

Over 100 consulting engagements supported Members in
the following areas:
– compliance support and accreditation audit preparation
and responses;

755

Residential Aged
Care Member
enquiries
received and
managed

1,672

Member emails
received by
Member Support
email address

3,850
calls to our
1300 number

273

Affiliate emails
received by
Affiliate Support
email address

LASA Principal Advisors (Residential Care, Home Care
and Retirement Living) participated in 18 internal and 18
external advisory groups, working groups and committees,
and provided Members with regular advice and updates
through Regional Forums, Masterclasses, communications
and specialist consultancy services.
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– gap analysis, self-assessment support, training, business
planning and transition support to the new Aged Care
Quality Standards;
– all matters related to ACFI (in-house training, systems,
document review, claims protection, appeals support);
– business growth (ACAR, NDIS, significant
refurbishment);
– home care (price setting and disclosure, business
efficiency review, valuation and introduction to market
for sale);
– policy and procedure review and development;
– governance & business improvement (strategic
plans, business divestment and diversification, board
education and support);
– Approved Provider applications for home care;
– education (in-house, document review, systems review);
and
– employment relations (tribunal representation,
documentation reviews, enterprise agreement and wage
table reviews, etc).

Safety & Quality Management
System

Australian Retirement Village
Accreditation Scheme (ARVAS)

Our online Safety & Quality Management System, launched
in February 2019, attracted 150 Member and non-Member
subscribers in the first three months. Aligned to the new
Aged Care Quality Standards, the quality system provides
subscribers with more than 60 policy and process templates
and free automated updates to manage their compliance
long-term. The user-friendly system uses an award-winning
cloud-based platform to improve efficiencies for subscribers—
giving them the time to take control of their business and drive
cultural change.

We were pleased to join with the Property Council of
Australia to develop ARVAS—a new unified accreditation
scheme for Australian retirement villages and communities to
demonstrate a commitment to consistently delivering quality
services and support for residents. To be launched in October
2019, ARVAS replaces existing schemes run independently
by LASA and the Property Council to form one national
accreditation scheme. ARVAS independently certifies the
quality of a village’s services and operational processes and
is operated on the behalf of LASA and the Property Council
by Quality Innovation Performance (QIP), an experienced
not-for-profit provider of accreditation services to community
organisations and health care services.

LASA
Safety & Quality
Management
System
The system backed by
the age services industry.

Retirement Living Code
of Conduct
In December 2018 we launched a new Retirement Living
Code of Conduct, which we developed jointly with the
Retirement Living Council (part of the Property Council
of Australia). The new code was developed through an
extensive process, which included consultation with
retirement village operators, residents and other interested
stakeholders. Designed to operate in conjunction with
existing state and territory laws and regulations, the code
creates certainty and transparency around processes for
moving into communities, living in communities and leaving
a community. The code will take full effect from 1 January 2020.

Our National Sponsors
LASA values the contribution of our National Sponsors throughout 2018-19. Without their continued support, we wouldn’t be
able to deliver quality activities for our Members and we appreciate their valuable contribution to the age services industry.

Regional Industry
Forum Partner

State of the Industry
Series Partner

Business Partner

Excellence in Age Services
Awards Sponsor
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Policy & Advocacy
We demonstrated our commitment to being ‘the voice of
aged care’ by preparing a range of submissions, surveys,
consultations and other advocacy activities, including:
home care pricing transparency;

Member Advocacy
LASA’s work as an intermediary between Members and the
Australian Government on issues such as payments and My
Aged Care portal issues, escalating queries and working with
Members to reduce their workload and concerns. Our support
for Members on financial claims recovered approximately
$1 million in Member funds in 2018-19.

home care listing duplication;
home care waiting list;

I CARE FOR AGED CARE

transition to the new Aged Care Quality Standards;
consistency of assessor behaviour;
quality indicators;
staffing levels in residential care;
administration fees;
Charter of Aged Care Rights;
Serious Incident Response Scheme;
streamlining of consumer assessment;
regulation of use restraints;
interface of health and aged care;
new residential aged care funding model (called the
Australian National Aged Care Classification system);
differentiated reporting;
open disclosure framework;
streamlined consumer assessment;
aged care funding sustainability;
aged care diversity plans;
medical research future fund priorities;
Aged Care Workforce Strategy;
end-of-life care;
prudential regulation; and
CHSP and home care integration.
LASA also sought to raise the profile of key aged care
issues through engagement with the Minister for Health,
Minister for Aged Care, the Opposition, the Greens and other
backbench MPs. These activities included our pre-budget
submission as well as advocacy campaigns for the federal
election and ‘super Saturday’ by-elections.

In 2019 LASA ran a Federal Election campaign to raise the
profile of age services as a vital issue of national importance
within the broader political debate.
The 37-day I CARE FOR AGED CARE campaign called for
funding relief for residential aged care providers as well as
legislating maximum waiting times for home care packages.
The campaign included an intense social media presence
in the lead up to the May 2019 election, using the hashtag
#icare2019. We received tremendous support from our
Members and stakeholders, with many individuals and
organisations posting images of themselves holding LASA
produced flyers that allowed personalised messages
highlighting their passion for the welfare of older Australians.
Some Members, along with LASA, continued the conversation
with many of the politicians and candidates in their
electorates, supported by a comprehensive campaign booklet.
The focus of the campaign was a National Day of Action on
16 May 2019.

LASA engaged regularly with the Federal Government. Pictured is then Minister for Senior Australians and Aged Care Ken Wyatt AM MP addressing
a LASA Board meeting in February 2019.
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Training & Events
Professional Development Events
Our Events Team delivered 171 professional development
activities and multiple networking events across Australia—
with a total of 9,541 attendees. They also managed three
national awards programs (LASA Excellence in Age Services
Awards, innovAGEING Awards and Retirement Village
Manager of the Year Award). Key events were:

171

Professional
development and
industry events
delivered

Multiple
networking
events

State of the Industry
briefing breakfasts,
with a total

549

attendees

4

LASA Leadership
Professional Development
programs involving 60+
participants in 4 Australian
states (63 participants)

60

Non accredited training
workshops & masterclasses

76

Regional industry forums

4

State conferences (new WA
State Conference launched
this year)

1

National Integrated Seniors
Housing Conference

1

National Congress attracting
1,200 attendees and 150
exhibitors

6
13

3

National
Awards
Programs

Excellence in Age Services
innovAGEING
Retirement Village Manager
of the year
Total nominations 233

9,541

Funding & Finance Forums
across 6 Australian states

National webinars

State of the Industry breakfast attendees

LASA event
attendees

31% CEO/CFO/Board/GM
29% Partner/Director
22% Senior Manager
5% Coordinator/Registered Nurse/Health Professional
5% Facility Manager
4% Consultant
3% Business Development Manager/Sales Manager
Leading Age Services Australia Ltd Annual Review 2018-19
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LASA Aged Care Training Institute
Our Registered Training Organisation is dedicated to supporting
the age services industry and its workforce to provide
respectful, safe and high quality care for older Australians—
always. Our training programs are designed to equip leaders,
managers and staff with the skills, knowledge, capability and
confidence they need in our changing aged care environment
to ensure they deliver first-class services consistent with the
Aged Care Quality Standards. During 2018-2019 LASA Aged
Care Training Institute achieved the following:

175
12
%
94

qualifications
and skill sets
completed and
awarded

students in accredited
training programs at Diploma,
Certificate III and IV levels
either completed study or are
continuing their training and
assessment journey
student satisfaction
rating (results of
completion of study
survey administered by
the National Centre for
Vocational Education
and Research)

Representation on the Queensland Community Services
and Health Workforce Council’s Industry Reference Group,
Victorian Community Services and Health Industry Reference
Committee and Queensland Training Reference Group.
Refocusing our course and program offerings as a result
of changes in the Vocational Education and Training
sector (moving to shorter skill sets and non-accredited
training options as required by the aged services industry),
which included designing and delivering the Leadership
Professional Development and Consumer Experience
programs conducted in Melbourne, Sydney and Brisbane.
Co-creating and designing initiatives to address existing and
emerging training and professional development needs.
Working with industry stakeholders to ensure
recommendations of the Aged Care Workforce Strategy are
practical, relevant and operational within the industry.
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LASA National
Congress
Our National Congress is the
biggest age services event in
Australia. At our 2018 event,
we welcomed 1,200 delegates,
100 guest speakers and 150
exhibitors—to pursue the theme
‘Ageing Transformed… The
Dawning of a New Era’. For the
first time, we featured a twoday Innovation Hub, fishbowl
conversations and a Town Hall
session where delegates were
given the chance to have their
say on issues that affect them.
We are indebted to our sponsors
and delegates for their support.

Next Gen
Launched in March 2019, LASA’s Next Gen program is an
initiative designed to attract and retain the best and brightest
young leaders and professionals to steer the age services
industry through a period of unprecedented growth and
change.
Open to young people across all providers of age services,
the initiative is developing into an important networking
powerhouse, innovation think-tank and action-platform for our
emerging leaders and under-40 workforce.
With a view to holding forums and presentations across
Australia on a regular basis to keep young people engaged,
Next Gen began with presentations at LASA State
conferences in Queensland, New South Wales and Western
Australia. The Next Gen Networking session at the LASA WA
Conference was sold out with more than 45 delegates taking
part and obtained sponsorship support (Blueforce).
After only a few months of operation, calls for representatives
for a new Next Gen National Ambassador Council received
more than 180 applications—making it clear that the next
generation of our aged care workforce is eager to engage with
the industry and make its mark.

180+

Applications for National
Next Gen Ambassador Council

LASA Principal Advisor Next Gen Samantha Bowen addresses
delegates at LASA WA Conference.

Leading Age Services Australia Ltd Annual Review 2018-19

11

Media &
Communications
Our Corporate Affairs team helped LASA lead the agenda
with proactive media and Member engagement.
Our position as the ‘voice of aged care’ was reinforced with
LASA appearing in 3,935 news items—an increase of almost
400% compared with 956 news stories previously. We also
participated in regular media engagements in relation to the
Royal Commission into Aged Care Quality and Safety.
Our social media presence and following continued to build—
with a total of 21,099 followers across Facebook, Twitter and
LinkedIn—up from 17,870 followers in the previous financial year.
We kept Members well informed with regular eAlerts, eNews,
CEO communiques and Media Watch newsletters, plus Royal
Commission Updates and Royal Commission Hearings’
Summaries.
Our popular quarterly age services industry magazine
Fusion—distributed online and in print—continued to attract
high quality editorial, including regular contributions from the
Federal Minister for Senior Australians Ken Wyatt AM MP.
The LASA Corporate Affairs team also provided internal
assistance to other areas of the LASA business and managed
a website refresh, with the addition of several new pages
including special pages for the Royal Commission, Federal
election 2019 and our Safety & Quality Management System.

Royal Commission into Aged
Care Quality and Safety
The Royal Commission into Aged Care Quality and Safety
was announced on 16 September 2018 by Prime Minister
Scott Morrison. After consultation with our Members, LASA
submitted two papers to the Department of Health on the
proposed Royal Commission Terms of Reference. We also
prepared two submissions on Residential Care and Home
Care following hearings into these areas. LASA CEO Sean
Rooney appeared before the Commission on 19 February
2019, following consultation with Members on our proposed
statements. Throughout the Royal Commission Process we
provided accurate and timely Member communications and
support, which included the following up to 30 June 2019:
LASA Members’ Royal Commission support package
(information, advice, services);
52 Royal Commission Updates issued to Members;
29 Royal Commission Summaries issued to Members;
135 instances of phone support at the time of Service
Provider Surveys;
28 presentations to Member groups, including State
Member Advisory Committees, Regional Forums and
Advisory Groups;
negotiating submission extensions for flood affected
Members in QLD; and
negotiating updates to the FAQs with the Royal
Commission on behalf of Members.

LASA CEO Sean Rooney at the Royal Commission hearing on
19 February 2019.

4

LASA CEO Sean Rooney speaks with SBS News after a visit to
Samarinda Ashburton Aged Services in Melbourne, on the National
Day of Action as part of the 2019 #iCare election campaign.
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editions
of Fusion magazine
(Total distribution
around 52,000
copies)

3,935

innovAGEING

news items

4,385

LinkedIn followers

13,986

Facebook followers

2,728

Twitter followers

128

innovAGEING (iA) is Australia’s only innovation network for the
age services industry, hosted by LASA. It includes providers,
suppliers, researchers, consumer groups, investors and public
sector agencies coming together to accelerate innovation;
translate ideas into action; and deliver better outcomes for older
Australians. Open to individuals and organisations, the aim of
the network is to foster and promote innovative, consumercentric solutions to meet the increasingly complex needs of
older Australians and changing consumer preferences.
Beginning in August 2017, there was significant progress
during 2018-2019. iA engaged with 6,093 people through
various events around Australia and attracted 442 participants
to its online Open Lab, with more than 1,000 informal
participants (through LinkedIn).
Other highlights include:
Being shortlisted for the Australian Financial Review BOSS
top 100 most innovative companies list.
Delivering a national hackathon competition drawing 112
participants (won by St Basil’s NSW & ACT) and a 10-week
mini-incubator program with KPMG and CBA.

media releases

Conducting an Innovation Hub at LASA National Congress
attended by more than half of the delegates (628 people).
Signing Knowledge Alliance MOUs with RMIT University, the
National Australian Research Institute, The Australian Centre
for Social Innovation and the University of Western Australia.

52

Royal
Commission
Updates

36

CEO
Communiques

25

eNews

245

eAlerts

Signing a Gold Partnership with Good Design Award
winner Pluss60 to develop an iA mobile app.
Presenting at 15 speaking engagements across Australia.
Conducting 10 events and five workshops across Australia.

29

Royal
Commission
Summaries

250

daily
Media Watch
newsletters

innovAGEING Challenge hackathon winners, St Basil’s NSW & ACT,
giving their pitch to the judges.
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RECOGNISING
EXCELLENCE
At LASA we believe in encouraging
excellence and celebrating individuals,
teams, providers and related businesses
that go beyond to prioritise the health
and wellbeing of older Australians—
enhancing quality of life and enabling
people to age well. Our three awards
programs, supported by our Events
team, proudly celebrate excellence in
age services in Australia.

L-R: Anne MacGregor (Commonwealth Bank), April Creed (ExSitu)
and Rebecca Glover (ExSitu).

L-R: Bunja Smith (IRT Foundation), James
Fordham (KontentLabs) and Toby Dawson
(IRT Foundation).
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innovAGEING National Awards
The innovAGEING National Awards—jointly supported by
innovAGEING Foundation Partners, the Commonwealth
Bank and KPMG—were designed to showcase best-practice
examples of innovation in our industry, and to celebrate age
services innovation. The inaugural finalists and winners from
2019 demonstrate a sophisticated appreciation that innovation
is no longer just about technology, but about changing the
logic of one’s business to better meet consumer demands.
Seventy award nominations were received and judged by an
independent panel. The winners in the five categories were:
Improving Consumer Choice
EXSitu Pty Ltd
Enhancing Consumer Experience
Southern Cross Care (NSW & ACT)
Realising Wellness and Re-Ablement
IRT Foundation
Increasing Care and Service Productivity
Lamson
Increasing Access to Care and Services
Goodwin Aged Care Services

L-R: Jessie Williams (Groundswell Project), Judy McMahon
(Southern Cross Care NSW & ACT), Helen Emmerson (Southern
Cross Care NSW & ACT) and Nicki Doyle (KPMG).

L-R: Anthony Carroll (Mirus Australia) and
Leonie Mulheran (Lamson).
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L-R: Dylan Verrier (Pluss Communities)
and Richard Thorpe (Goodwin Aged
Care Services).

LASA Retirement Village Manager of the Year Award
This annual award aims to promote and recognise excellence
across the diverse and dynamic fields of endeavour in the
retirement living industry. It highlights the important role
that retirement communities play in providing affordable,
age appropriate housing and vibrant social and community
services for senior Australians. The 2018 award was presented
to Jessica Miles, Village Manager of Renaissance Retirement
Village in Cleveland, Queensland, whose leadership was also
commended by the Renaissance Residents Committee. LASA
thanks Hynes Lawyers for sponsoring the 2018 awards.

L-R: CEO Hynes Legal Ben Deverson, Retirement Village Manager of
the Year 2018 Jessica Miles and LASA Principal Advisor Retirement
Living & Seniors Housing Paul Murphy.

LASA Excellence in Age Services Awards
Our inaugural LASA Excellence in Age Services Awards were
presented at LASA National Congress in October 2018. The
awards promote and recognise excellence across all fields of
age services and celebrate the passion and achievements of
individuals, teams and organisations in the service of older
Australians. Nominations from Members were reviewed by
a panel of industry experts, with state and territory finalists
acknowledged. We thank HESTA for their ongoing support of
these awards. National winners were:
Outstanding Individual
Claire Abbott, Peninsula Villages, NSW
Outstanding Team
Merri Health, Carer Health and Wellbeing Coaching Team,
CarerLinks North VIC
Outstanding Organisation
The Whiddon Group, NSW & QLD

L-R: HESTA Manager Client Partnerships Kylie Whicher, The
Whiddon Group CEO Chris Mamarelis and LASA CEO Sean Rooney.

L-R: HESTA Manager Client Partnerships Kylie Whicher, Peninsula
Villages Nurse Practitioner Claire Abbott, LASA CEO Sean Rooney.

L-R: The winning Carer Health and Wellbeing Coaching Team
Margie Tzanakos, Kim Coyne, Collette Arnheim and Anna Lawler.
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LASA thanks our Members and Affiliates for their
support throughout 2018-19.

Please contact LASA if you would like to know more
about us and how we can assist you in the age services
industry. We look forward to hearing from you.
Member Support Team
Phone: 1300 111 636
Email: members@lasa.asn.au
LEADING AGE SERVICES AUSTRALIA LTD
First Floor, Andrew Arcade
42 Giles street Kingston ACT 2604
Phone: 02 6230 1676
Fax: 02 6230 7085
Email: info@lasa.asn.au
www.lasa.asn.au
ABN 71 156 349 594

